
Paula X. Stallcup

Director

311 Customer Service



Mission Statement

The mission of the 311 Customer 
Service office is to deliver excellent 
customer service through the City’s 
engagement channels including the 

311 Call Center, web portal and 
mobile app.



Access to City Services

• 7 Days a Week

• 7am-7pmDaily

• Press Option 1

• Critical animal concerns

• Traffic signal malfunctions

After Hours 

til 11pm

• Mobile App (311SA)

• Web Portal (sanantonio.gov/311)24/7



Phone

792,600

COVID 
Hotline

162,000

Code 
Proactive

150,000

Mobile

79,500

Emails

9,400

311 Annual Interactions



INTAKE

Customer Service Reps

City Council

Web Portal

(sanantonio.gov/311)

Mobile App

Email

Processing City Service 
Requests 311 Call 

Center 
System

Process service requests

Animal Care Services

DSD/Code Enforcement

Metro Health

Historic Preservation 

Parks and Recreation

Public Works

Solid Waste Management



311 Annual Interactions (FY 20)
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Updated Website Portal
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New Website Portal

• Services page with all service request 

available for citizens to submit

• Residents can create an account to track 

their own cases
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Searching for Articles and Info
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1. Select address from location 
box

2. Drop your pin on the property 
with concern

3. Check for open cases (to 
prevent duplicates)
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Services Listing
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Web Portal – My Account
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More Request Types

Track your requests

Follow other users 

Vote/Share other requests

Gamification for engagement

Interactive map

Transparency for all 311 
requests

Added updates with 
outcomes

Increased 
Functionality

Developed 
by local 
startup
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Stay Informed

Other Ways to get involved

• Sign up for department newsletters

• Follow 311 on      @SanAntonio311

• Like us on             @COSAGOV

• Check website for updates: 
www.sanantonio.gov

– Front page

– Residents tab

– City News (lower right)



27



28



29

Thank You!

Paula X. Stallcup

E: paula.stallcup@sanantonio.gov

P: (210) 207-7983 

311 email:  311CustomerService@sanantonio.gov


